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Highlights of the Overall Ratings (cont):

. For all the individual components of the Happy Customer I[ndex
(Overall Satisfaction, Likelihood To Recommend and Likelihood To
Choose Card Again), AT&T achieves significantly higher satisfaction
ratings than both Sprint and MCI

. For Overall Satisfaction, about two-thirds of both Sprint and
MCI customers are very satisfied. Over 80% are very satisfied
with AT&T

. About half of Sprint and MCI customers would recommend

their cards to others. Two -thirds of AT&T customers would
recommend their cards

. While two-thirds of AT&T's customers would choose their
cards again, only one-third of Business and about half of
Residential customers would choose their FONCARD or MCI
card again
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Highlights of the Open Ends are:

. More comments were made about “Ease Of Use" - both positive and
negative - than any other category. The advantage for "Ease Of Use"
goes to AT&T

. By far. the most frequently mentioned complaint about both
Sprint and MCl related to the "Number Of Digits To Dial"
(especially among Business customers). AT&T received
relatively few negative comments in this area

. "Ease Of Access" was a specific topic which drew a large
number of comments, both positive and negative. AT&T also
has an edge in this area since it received more positive
comments than negatives, while Sprint and MCI received as
many negative comments as positives

November, 1992 -9- BurkC
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Highlights of the Characteristic Ratings are:

. There are certain characteristics important to both the Business
and Residential markets. These characteristics fall into the area
of "Ease of Use". Note that "Ease Of Use” was also mentioned
as the chief area of volunteered comments in the open-end
Likes/ Dislikes section of this report

. Customers (both Business and Residential) want to
casily access the LD network. They also want to be able
to easily use the card from any phone and have fewer
digits to dial
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Highlights of the Characteristic Ratings (cont):

Business Perf Ragi

. AT&T is the top-rated card among Business users on all
characteristics except one, and the advantage over Sprint and
MCl is generally fairly sizeable. There are two particular areas
where AT&T's advantage is greatest:

. Requires Fewer Digits To Dial

This is a key point because this is the most important
characteristic to Business users

. All characteristic relating to international calls

November, 1992 -11- Burke
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Highlights of the Characteristic Ratings (cont):

Residential Perf Raii

. Although AT&T was the top-rated card on the great majority of
characteristics, its lead over Sprint and MCI was generally
much smaller among Residential users as compared to Business
users

. There were, however, three areas where AT&T's lead
was relatively Jarge:

. Requires Fewer Digits To Dial
. Card Number Is Easy To Remember

. Easy To Use When Calling A Foreign County From
The U.S.

November, 1992 -12- Burke
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FONCARD Tracking Program
Benchmark Wave

Method Used Most Often For Using Card To Access LD Network
- Combined -

Sprint
Dial 800 Number [

Dial 10-333 §

AT&T
Dial 0
Dial 10-ATT §
Dial 800 Number

MCI

Dial 800 Number §
Dial 10-222 §
Dial Local Number g2

0% 10% 20% 30% 40% S50% 60% 70% 80% 90% 100%
Percent
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Method Used Most Often For Using Card To Access LD Network

- Business -

Sprint
Dial 800 Number B3

Dial 10-333 g2

AT&T
Dial 0 g2

Dial 10-ATT

Dial 800 Number [

MCI
Dial 800 Number B

Dial 10-222

Dial Local Number

0% 0% 20% 30% 40% S0% 60% 70% 80% 90%
Percent
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FONCARD Tracking Program
Benchmark Wave

Method Used Most Often For Using Card To Access LD Network
- Residential -

Sprint
Dial 800 Number B

Dial 10-333 k4
AT&T
Dial 0
Dial 10-ATT
Dial 800 Number B
MCI
Dial 800 Number &
Dial 10-222 [
Dial Local Number &

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Percent

November, 1992
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92-77, was served U.S. First Class

Mail, Postage Prepaid, or Hand Delivered, upon each of the parties

listed below.
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Floyd S. Keene

Larry A. Peck

Attorneys for the Ameritech
Operating Companies

2000 W. Ameritech Ctr. Dr.

Room 4H86

Hoffman Estates, IL 60196-1025

yW\’__/
Ziiyén A. Hesler

Kathleen B. Levitz, Deputy
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Washington, D.C. 20554
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Policy & Program Planning
Division
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1919 M Street, N.W., Rm. 544

Washington, D.C. 20554

John M. Goodman

Charles H. Kennedy

James R. Young
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Washington, D.C. 20006
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Washington, D.C. 20036
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302 W. Washington Street
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Edward E. Niehoff

120 Bloomingdale Road
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Durward D. Dupre
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John Paul Walters, Jr.

Attorneys of Southwestern
Bell Telephone Company
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Mary J. Sisak
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Washington, D.C. 20006
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Colleen M. Dale
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301 West High Street
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Associate General Counsel
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Perry R. Eichor, Secretary

South Carolina Jail Administra-
tors Association
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